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Abstract 
A study of 474 U.S. consumers documents the increasing popularity of sites that allow reservations at 
numerous restaurants—although the telephone remains by far the most common way to make a 
restaurant reservation. Slightly over half of the respondents to this survey had made a restaurant 
reservation online. About 60 percent of those who made reservations online used a multi-restaurant site 
to do so, and the rest used the restaurant’s own website. Those who continued to make phone 
reservations said they preferred a personal touch. However, a substantial percentage of respondents who 
telephoned their reservation had located the restaurant using a multi-restaurant site or app. Restaurateurs 
need to note the demographics and habits of customers who typically make reservations online. There 
are no gender differences between customers who make reservations online and those who don’t, but the 
online group is noticeably younger. Multi-restaurant site users also visit restaurants more frequently than 
the other respondents. They were more likely to rely on online reviews, and they like having several 
restaurants to choose from. Although participating in a multi-restaurant reservation site represents an 
additional expense, restaurateurs should consider a distribution strategy that includes such sites, 
especially since they seem to be the preferred portal for younger guests who dine out more frequently 
than others. 
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website.	 Those	 who	 continued	 to	 make	 phone	 reservations	 said	 they	 preferred	 a	 personal	 touch.	
However,	a	substantial	percentage	of	respondents	who	telephoned	their	reservation	had	located	the	
restaurant	using	a	multi-restaurant	site	or	app.	Restaurateurs	need	to	note	the	demographics	and	habits	
of	 customers	 who	 typically	 make	 reservations	 online.	 There	 are	 no	 gender	 differences	 between	
customers	who	make	 reservations	 online	 and	 those	who	 don’t,	 but	 the	 online	 group	 is	 noticeably	
younger.	Multi-restaurant	site	users	also	visit	restaurants	more	frequently	than	the	other	respondents.	
They	were	more	likely	to	rely	on	online	reviews,	and	they	like	having	several	restaurants	to	choose	from.	
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The	 emergence	 of	 online	 reservations	 and	 sites	 that	 allow	 reservations	 for	 multiple	restaurants	 has	 increased	 the	 complexity	 of	 restaurant	 distribution,	 and	 has	 forced	restaurants	to	rethink	the	way	in	which	they	manage	their	distribution.1	A	large	part	of	this	reconsideration	comes	from	the	fact	that	online	restaurant	reservations	are	popular	
among	 consumers—and	 are	 valuable	 to	 restaurants,	 as	 well.	 Consumers	 like	 online	 reservations	
because	of	their	convenience,	speed,	and	control,2	while	restaurants	like	online	reservations	because	
they	bring	in	business	and	trim	personnel	costs,	among	other	benefits.	
1	Kimes,	Sheryl	E.	2011.	“The	Future	of	Distribution	Management	in	the	Restaurant	Industry,”	Journal	of Revenue and Pricing Management.	In	press.
2	Dixon,	Michael	J.,	Sheryl	E.	Kimes	and	Rohit	Verma.	2009.	“Customer	Preferences	and	Use	of	Technology-Based	Service	Innovations	in	Restaurants,”	






























































































Comparison of major multi-restaurant reservation sites
Company price per Month price per Seated Diner reservation Type
openTable
$270 $1 Direct Reservation
$0.25 Restaurant website
$7.50 Dining Rewards 
Program
urbanspoonrez
























































































































































































Demographic differences in use of online reservations
variable Category Telephone restaurant Site Multi-restaurant 
Site
Gender
Female 43.9% 24.2% 32.0%
Male 47.0% 21.7% 31.3%
age
18 - 24 33.3% 26.7% 49.5%
25 - 34 27.7% 22.8% 49.5%
35 - 49 43.1% 26.5% 30.4%
50 - 64 51.1% 23.0% 25.9%
65+ 71.1% 15.8% 13.2%
location
urban 41.1% 23.4% 35.5%
Suburban 42.7% 22.8% 24.5%
Small town 48.8% 25.6% 25.6%
































































Frequency of reservation by distribution channel


























































































































































































how people choose a restaurant, by distribution 
channel
Exhibit 5









































































































































































































































































































































































website and app users
Exhibit 7
percentage of reservations made in each 
distribution channel, by type of user
Exhibit 8
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